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Abstract

The current research was conducted with the aim of effect of customer perceived
service quality and social responsibility on their satisfaction (A case study of branches
of the Agricultural Bank of Farashband).The population was included all the
customers of the branches of the Agricultural Bank of Farashband. They were selected
to participate in the research by means of available sampling. The research method
was a description of the correlation type and the data collection tool was a
guestionnaire that was distributed and collected among the members of the research
community after confirming its validity and reliability. The reliability of
guestionnaires was also calculated using Cronbach's alpha for social responsibility
guestionnaires 0.78, service quality 0.81 and customer satisfaction questionnaire 0.83.
The findings of the research show that service quality can influence and explain
customer satisfaction, so with a 95% confidence interval, service quality has an effect
on customer satisfaction; Also, service quality can influence and explain social
responsibility and has an effect on it (P<0.05). According to the results, in Farashband
Agricultural Bank branches, perceived service quality and social responsibility
directly affect customer satisfaction, and customer satisfaction can be predicted from
the components of service quality and social responsibility; And the components of
social responsibility and confidence have had the greatest impact on customer
satisfaction.

Keywords

Customer perceived, service quality, social responsibility, customer satisfaction,
Agricultural Bank, Farashband.

1. M.A industrial management, employee of Agriculture bank, Farashband branch, email:
behnam3731@yahoo.com.



